INPUT 


A Publication  from  INPUT’S  Software  Product  Support  Programme  - Europe 


Vol.  I,  No.3  April  1994 


SAP  Delivers  Proactive  Global 
24-Hour  Product  Support  for  R/3 


To  support  the  rapid  take-off  of  its  R/3 
product,  SAP  has  added  a proactive 
support  service  to  its  portfolio.  The 
objective  of  this  networked  Early  Watch 
service  is  to  alert  customers  to  potential 
system  management  problems  before 
they  occur,  reducing  the  number  of  crisis 
situations  handled  by  the  support  centres 
and  customers. 

SAP’s  target  markets  are  medium  and 
large  organisations  seeking  to  support 
changing  business  processes  with 
modular  client/server  core  business 
applications.  The  business  critical  nature 
of  these  software  systems  and  the  multi- 
national requirements  of  many  large 
customers  have  resulted  in  SAP 
establishing: 

• Global  delivery  channels,  multi- 
language and  multicurrency  product 
functions  and  multinational  account 
management 

• Long  term  partnerships  with  global 
and  local  professional  service  and 
technology  vendors 


• 24-hour  global  support  operations,  pro- 
active support  alerts,  user-oriented 
help-desk  services  with  application 
systems  and  platform  expertise. 

Global  Business  Strategy 

In  1992,  SAP  put  plans  in  place  to 
establish  R/3,  its  client/server  integrated 
business  applications  product,  as  an 
international  software  platform  on  which 
SAP’s  partners  could  build  added-value 
services  business. 

R/3,  like  R/2  its  mainframe-based 
predecessor,  is  now  implemented  in 
more  than  1,000  sites  across  Germany 
and  around  the  world.  For  a large 
proportion  of  these  sites  the  SAP  package 
is,  or  is  becoming,  mission-critical  as  it 
supports  the  core  business  applications 
(see  Exhibit  1)  in  major  companies. 
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Exhibit  1 

R/3  Product  Integrates  SAP’s  Mission- 
Critical  Applications  Modules 


• Distribution 

• Financial  and  cost  accounting 

• Human  resources 

• Logistics 

• Manufacturing 

• Sales 


Source:  SAP 

SAP  has  positioned  its  R/3  product  as  an 
application  platform  which  offers  the 
scalability  and  flexibility  to  match  its 
customers  fast  changing  business 
environment.  SAP  is  exploiting  the  high 
levels  of  public  debate  and  customer 
interest  in  business  process  re- 
engineering and  client/server 
architectures. 

Exhibit  2 illustrates  how  SAP  presents  its 
products  as  a stable  application 
environment  which  is  flexible  enough  to 
cope  with  rapid  change  in  business 
processes  and  in  technology  platforms. 

In  reality,  some  customers  may  well  be 
using  R/3  to  reimplement  old  business 
processes,  arguing  that  they  will  then 
use  its  flexibility  to  re-engineer  these 
business  processes. 

Users  have  the  ability  to  drill-down,  view 
and  change  the  structure  of  their  R/3 
applications.  Changes  at  the  level  of  the 
business  model  are  key  to  SAP's  claims  to 
offer  high  flexibility. 

SAP’s  global  ambitions  were  originally 
visible  in  its  R/2  product  with  multi- 
national features  such  as: 


• Multilanguage  user  interfaces 

• Multicurrency  accounting  for 
subsidiaries,  customers  and  suppliers 

• Exchange  rate  movement  tracking  for 
volatile  currencies 

• Local  tax  office  certification  for 
national  accounting  principles, 
followed  by  conformance  to  new  EC 
regulations 

Catering  for  multinational  and  national 
customer  needs  seems  to  be  really  paying 
off  for  SAP  as  its  business  growth  outside 
Germany  confirms. 

The  attraction  for  international 
customers  is  further  enhanced  by  the 
existence  of  market-leading  global  service 
partners. 

Joint  Investment  with  Global 
Partners 

SAP’s  past  success  and  the  attractive 
functionality  of  R/3  means  that  potential 
partners  are  queuing  up.  However,  SAP 
has  decided  to  avoid  opportunities  which 
are  only  short-term.  Close  business 
alliances  have  been  formed  with  the 
vendors  listed  in  Exhibit  3.  These 
partnerships  are  built  on  the  mutual 
sharing  of  business  plans  enabling  SAP 
and  its  partners  to  implement  realistic 
development  and  investment  plans. 

SAP  works  alongside  these  partners, 
dealing  directly  with  the  customer.  SNI 
is  the  only  vendor  which  has  been 
licensed  to  sell  R/3  independently  of  SAP. 


2 


© 1994  by  INPUT.  Reproduction  prohibited. 


INPUT  Research  Bulletin 


Exhibit  2 


SAP  Positions  R/3  to  Support  Continuous  Change 


Relatively 

Stable  ^ 

Environment 


SAP  R/3  Enterprise  Models  and 
Application  Modules 


Rapid 

Continuous 
Change 


In  many  sales  situations,  SAP  is  now 
finding  that  the  choice  of  hardware, 
platform  and  even  software  technology  is 
one  of  the  last  decisions  made.  This  is  a 
clear  sign  that  at  last  customers  are 
making  decisions  based  on  their  business 
process  application  needs,  rather  than 
feeling  constrained  by  their  incumbent 
equipment  vendor. 

Putting  the  applications  first  has  also 
affected  the  type  of  support  service  SAP 
offers. 

“Early  Watch”  Is  a Proactive  Alert 
Support  Service 

Many  support  problems  fall  into  the 
category  of  crises.  Crisis  management  is 
a key  skill  of  any  support  service 
organisation,  especially  when  dealing 
with  mission-critical  systems. 


Source:  INPUT 

Sometimes  this  will  involve  third  parties, 
but  many  clients  are  surprised  to  find 
that  SAP  can  handle  many  of  the  system- 
level  problems  using  its  own  staff.  For 
example,  its  help-desk  service  is  not  only 
manned  with  R/2  and  R/3  experts,  it  also 
has  database  and  operating  system 
specialists  for  users  to  call. 

Part  of  the  reason  for  this  high  quality  of 
support  is  the  size  of  SAP’s  own 
development  team.  Some  1,200  staff  work 
on  client/server  software  development  at 
the  company’s  Walldorf  headquarters  in 
Germany.  Supporting  these  users  and 
their  systems  is  a good  proving  ground 
for  the  support  teams. 

SAP  now  offers  a proactive  service  aimed 
at  avoiding  many  crises  before  they 
occur,  by  alerting  system  managers  to 
potential  resource  bottlenecks. 


Because  of  its  role  as  pro^dder  of  core 
business  applications,  SAP  is  usually  the 
first  number  called  whatever  the  user’s 
problem.  SAP  then  decides  just  where  the 

) problem  lies  and  what  expertise  is 
required  to  resolve  it. 


SAP’s  Early  Watch  technology  is  a 
monitoring  system  that  electronically 
links  R/3  users  with  SAP  support 
experts. 
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Exhibit  3 

SAP  Global  Partners 


Support  Partners 
Andersen  Consulting 
Cap  Gemini  Sogeti 
Coopers  & Lybrand 
Deloitte  & Touche 
Ernst  & Young 
KPMG 

Price  Waterhouse 

Platform  Partners 
Bull 

Digital  Equipment 
Hewlett  Packard 
IBM 

Sequent 
Siemens  Nixdorf 
SUN 

Technology  Partners 

• 

Apple  Computer 

• 

Informix 

• 

Microsoft 

• 

ORACLE 

• 

Software  AG 

Source:  SAP 

By  monitoring  customer  sites  from  SAP’s 
control  centres  around  the  world  (Exhibit 
4),  SAP  Early  Watch  experts  are  able  to 
alert  customers  to  network  and 
application  processing  problems, 
improve  workflow  and  identify  potential 
trouble  areas. 


Early  Watch  examines  the  customer’s 
system  automatically  at  fixed 
predetermined  times  to  analyse  their 
current  state  and  the  expected  future 
behaviour  of  system  resources.  SAP’s 
supp)ort  personnel  are  then  able  to  alert 
the  system  administrator  with 
recommendations  on  ways  to  avoid 
bottlenecks  before  they  appear  and  to  fine- 
tune  the  system. 

Exhibit  4 


Three  Support  Centres  Network  to 
Deliver  Global  24-Hour  Support 


Source:  INPUT 

Early  Watch  is  the  most  recent  example 
of  SAP’s  ability  to  implement  a 
programme  to  improve  its  global  delivery 
capability.  Just  like  the  service 
partnerships,  Early  Watch  allows  SAP  to 
get  greater  leverage  from  existing 
expertise  to  support  multinational 
customers. 


Each  customer  sets  up  a “budget”  of 
standard  levels  for  different  system 
resources. 


This  Research  Bulletin  is  issued  as  part  of  INPUT’S  Software  Product  Support  Services  Program — Europe. 
If  you  have  questions  or  comments  on  this  bulletin,  please  call  your  local  INPUT  organisation  or 
Peter  Lines  at  INPUT,  17  Hill  Street,  Mayfair,  London,  WIX  7FB,  U.K.  Tel:  +44  (0)71  493  9335. 
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